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Specific Aims: The aims of this evaluation plan are to investigate the role of the Nebraska nonprofit
organization, MilkWorks, in promoting breastfeeding and family support programming and to identify
future internal and external growth opportunities through an assessment of the organizational practices
using stakeholder perspectives and marketing structure to better promote infant and parental health.
Significance: As a best practice, evaluation of MilkWorks is critical to providing proper services for
promoting infant development and parental health in urban and rural Nebraska communities.
Background: MilkWorks was founded in Lincoln, Nebraska, by mothers with the intention of promoting
breastfeeding by offering support services. MilkWorks expanded into Omaha, Nebraska, with a second
full-service location in 2015 and offers condensed services in York, Nebraska.
Methods: A mixed-methods approach was used to collect feedback from MilkWorks staff, board
members, partners, and consumers. Quantitative data were collected through three surveys to investigate
the organizational culture. Qualitative data were collected through the same surveys and additional
consumer focus groups to identify growth areas and inspirations for future development.
Results: Recommendations were made regarding the development of growth areas and the maintenance
of organizational strengths. The organization’s operations were broken down into a dynamic input,
conversion, and output model that can be used to evaluate future growth opportunities. Finally,
demonstrations on how goals identified in the strategic planning process could be implemented and
evaluated over time.
Discussion: MilkWorks has strong potential for increasing its reach in communities across Nebraska
within the next decade with expanded services to promote mental health wellness for parents and access
for marginalized communities. Emphasis must be placed on establishing standards for defining success as
the organizational leaders created an ambitious and diversified list of goals for growing the organization.
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Chapter One: Introduction
MilkWorks is a nonprofit community breastfeeding center that was founded in Lincoln, Nebraska
in 2001 to promote access to breastfeeding support through advocacy and programming (MilkWorks,
2021). At its inception, only one of 10 women in the United States nursed their babies for the first six
months after birth. Insurance did not cover breast pumps or lactation consultant services, and Nebraska
did not have any laws protecting the right for mothers to breastfeed outside of the private home. Because
of these barriers to breastfeeding, Ann Seacrest, the organization’s first Executive Director, and six other
mothers contributed 40,000 dollars to start the nonprofit with the intention of helping mothers breastfeed
(Lange-Kubick, 2019).
With a 2019 budget of 2.5 million dollars consisting of grants, raised funds, and insurance
reimbursements, 30 employed staff members, and 14 board members (Lange-Kubick, 2019), MilkWorks
promotes breastfeeding by offering support through family education, baby weight checks, breastfeeding
supply retail/rental, and consultations with licensed lactation consultants (MilkWorks, 2021) to almost
2,000 mothers annually (Lange-Kubick, 2019). MilkWorks expanded into Omaha, Nebraska, with a
second location in 2015 and additionally offers services in York, Nebraska, with breastfeeding
consultations and a baby weigh-in/breast pump station at the Four Corners Health Department
(MilkWorks, 2021).
In 2018, MilkWorks free services culminated in support for 990 mothers and 2,200 weight checks
to monitor infant health and development. That same year, 740 parents received breastfeeding education
through paid classes (Lange-Kubick, 2019). According to staff members, MilkWorks primarily serves
white women from middle- and upper-class backgrounds, but there is a desire to increase consumer
diversity in race, ethnicity, economic status, and sexual orientation.

Specific Aims
Because of the proven significance of breastfeeding infants (Barnes et al., 2010), MilkWorks, a
breastfeeding and family support nonprofit organization, plays a critical role in serving the Omaha,
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Lincoln, and York, Nebraska communities. To ensure the organization achieves its objectives a
comprehensive assessment intervention was initiated with two specific aims. The first specific aim of this
program evaluation is to investigate the role MilkWorks plays in the community, by assessing the
services offered and population served through feedback provided by staff and board members as sources
internal to the operation of the organization. This feedback grants insight into ways the organization
meets its mission statement of “creating a healthier community by helping mothers breastfeed their
babies” (MilkWorks, 2021). Additionally, qualitative analysis of data from internal sources in
combination with data collected from consumers and partners is used to identify organizational growth
opportunities. For this aim, an evaluation of organizational culture will offer insights into the functional
efficiency of service offerings and internal communications. Furthermore, existing marketing materials
will be collected and analyzed using the four-step new product development process model outlined by
Andreasen & Kotler (2008). This portion of the program evaluation will provide further recommendations
for growth in expanding access to breastfeeding and reach within the desired market, which was
highlighted as a goal by the Strategic Design Team.

Significance
Breastfeeding benefits for infants, families, and communities are well-established, and increasing
breastfeeding rates and durations are important strategies for community health promotion (Barnes et al,
2010). In the United States, breastfeeding is viewed as a skill that delivers varying challenges for all
women, requiring individualized care and resources to help infants and mothers connect so that both may
experience the associated benefits (United States Department of Health & Human Services [US DHHS],
2018).
Due to genetic variability, mother-infant dyads must be cared for with an individualistic approach
through which providers maintain a willingness to adapt to challenges as they arise (Fewtrell et al., 2020).
New mothers need resources to successfully learn how to breastfeed. The challenges of sore nipples, milk
supply issues, engorgement, inflamed breasts, tongue ties, and plugged ducts may discourage mothers
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from the behavior. Despite the difficulties, the decision to stop breastfeeding may lead to detrimental
health problems for the mother and/or child (US DHHS, 2018).
Maternal outcomes for breastfeeding include a reduction of risk for developing type 2 diabetes,
breast and ovarian cancer, hypertension, and cardiovascular disease. Children similarly experience
benefits to their long-term health through a decreased risk for developing acute respiratory infections,
asthma, obesity, diabetes, and other medical conditions (Barnes et al., 2010). According to the Centers for
Disease Control and Prevention (CDC), only one in four infants is exclusively breastfed for their first six
months postnatal as recommended though low breastfeeding rates lead to three billion dollars of annual
medical costs for mothers and their children in the United States (2021). Because of the complex and
individualized nature of the behavior, the evaluation of MilkWorks’s growth opportunities beyond
feedback from within the organization relies heavily on perspectives from the mothers that are utilizing
their services and the community members involved in providing those services (Gargani & Miller,
2016).
Treating MilkWorks and the communities it serves as a unique microsystem is important because
the organization has a one-of-a-kind mission and intends to grow in reach across Nebraska. Considering
large-scale national and global health systems thinking initiatives for change in improving outcomes
could prove beneficial when scaled down to the organizational level for the purpose of this evaluation. In
systems thinking, the following tools are crucial for inducing change: collaboration, ongoing learning, and
transformational leadership (Swanson et al., 2012).
Applied to MilkWorks, collaboration facilitates smooth client experiences as cases are handed off
to breastfeeding educators, lactation consultants, and administrators based on client needs and treatment
status. A multidisciplinary approach between the three helps mothers transition more smoothly internally
while also externally providing a continuum of service across maternity wards, mental health providers,
doula support, and more. Ongoing learning would drive improved relationships with these external care
providers while also assisting MilkWorks leadership with decisions on how to care for new geographic
and socioeconomically diverse communities. Finally, transformational leadership serves as a unifying
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force to onboard employees and community partners in a way that expands mission impact. After a
strategic planning process, such unification is necessary to ensure goals for improvement and expansion
are actively pursued (Swanson et al., 2012).
A previous evaluation of programming for increasing breastfeeding loyalty and duration
evaluated whether socially-driven marketing tools provided benefit. The social marketing product was
created through a four-step product development model (Figure 1) by Andreason & Kotler (2008). In
2008, the Australian Breastfeeding Association’s final product was a magnetic photo frame promoting
breastfeeding loyalty that was distributed in 7,767 information packets to public hospital imaging
department patients with confirmed pregnancies in Queensland at the 18-week mark (Parkinson et al.,
2012).
Of the women that received the packets, 5 percent responded to the attached survey, with 81
percent indicating an intention to breastfeed for the first six months postpartum after viewing the packet
information. 90 percent of the women also stated that they were using the promotional frame.

Step One: Idea Screening
Establishment of a formal screening
committee

Scheduling of regular meetings

Development of an idea generation
process

Promotion of screened ideas for Step
Two consideration

Step Two: Concept Development
Translation of ideas into actionable concepts, potentially multiple concepts per idea

Step Three: Concept Testing
Preparation of concepts for test
audience presentation

Identification of test audiences

Gathering of responses by test
audiences

Ranking of test audience preferences
to develop market potential

Step Four: Product Launch
Generation of a market strategy that identifies size,
structure, and behavior of the target market

Distribution of the product to test audiences and
collection of results

Creation of market introduction plan and followthrough

Figure 1: Four-Step Product Development Model. Note. Adapted from Andreasen, A. R., & Kotler, P.
(2008). Strategic Marketing for Nonprofit Organizations (6th ed., pp. 213-221). Prentice Hall.

4
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Chapter Two: Background and Literature Review
Within MilkWorks, the Strategic Design Team indicated that the organization does not have the
resources needed to maintain existing services and expand to new geographic locations or to provide
more services in communities already served. The Strategic Design Team included both board members
and staff members in leadership roles to formally explore a new vision for the future MilkWorks. All staff
members involved participated voluntarily due to a shared interest in improving the organization’s impact
on the communities served. A preliminary review of staff and board members feedback provided potential
sources of inefficiency and indicated that lack of internal growth opportunities, less communication than
desired and/or expected, room for growth in supervisory relations, and staffing limitations are current
barriers to providing more services. Applying principles of organizational theory, design, and change will
provide insight into how the culture within the internal environment impacts the overall results of the time
investment made by both staff and board members. Also, analyzing the qualitative data ties feedback with
how MilkWorks can communicate with stakeholders effectively and develop a way for leaders to promote
improved relations, both in the organization and the communities it serves (Teegarden et al., 2011).
Furthermore, awareness that MilkWorks is composed of fewer than 50 members drives a need for
a systems-based approach to investigate how breastfeeding educators, lactation consultants,
administrative staff members, leaders, and board members can each drive increased effectiveness in
achieving the mission. According to Jones (2013), organizational theory studies “how organizations
function and how they affect and are affected by the environment in which they operate” (p. 30). To make
determinations regarding how MilkWorks may grow to both modernize its offerings and increase its
reach, a cross-sectional understanding of its structure must first be completed, providing a framework
with which to view the feedback received throughout the strategic planning process (Jones, 2013).
Using the systems-based approach to promoting organizational change and tying together
collaboration, ongoing learning, and transformational leadership, address concerns that are reflected in
the staff's feedback from the data collection process regarding opportunities for improvement (Swanson et
al., 2012). A summary of how MilkWorks creates value in the community through an analysis of its
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inputs, conversions, and outputs, defined in Figure 2, will be helpful in defining its current role. Mapping
desired outputs provides a visual key to understanding what inputs and conversion processes are
necessary for the desired result (Jones, 2013). The output findings are also instrumental to determining
what future market will be targeted and how products will be developed to meet identified needs within
that market.

Organization
acquires inputs from
environment

Organization
converts inputs by
adding value

Organizational
income funds
acquisition of inputs

Organization sells
outputs after
conversion

Figure 2: Creation of Value in an Organization. Note. Adapted from Jones, G. R. (2013).
Organizational Theory, Design, and Change (7th ed., pp. 23-27) Pearson.
Transformational leadership is a strong driver of change in a nonprofit organization since
incentives for improvement are based on the promotion of the greater good (Johnson & Rossow, 2019).
The strategic planning process at MilkWorks was initiated to identify potential goals and maximize
benefits to the consumer, aligning the use of transformational leadership to increase the impact of the
mission on the community. While the implementation of transformational leadership requires a high level
of attention to subordinate growth and development, the style promotes employee satisfaction and
fulfillment by demonstrating how daily operations work together to improve health outcomes for infants
and families. In this case, there is potential for leaders and subordinates to encourage each other through a
connection of the importance of the work (Burns, 1978).
In breastfeeding promotion, creating a culture where staff members use an open-minded and
adaptive approach to provide care to address complications associated with breastfeeding is critical
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(Fewtrell et al., 2020). Beyond providing services that acknowledge common breastfeeding
complications, MilkWorks also participates in social marketing to decrease social stigmas associated with
breastfeeding and benefit consumer health outcomes. Parkinson et al. noted that education and
communication were insufficient when investigating which approaches were successful in an Australian
Breastfeeding Association national project to increase breastfeeding duration (2012). Short-term and
personally observable benefits strongly motivate individuals, promoting the likelihood of adopting the
desired behavior (Rothschild, 1999).
MilkWorks engages in education and communication programs with families, and there is a
desire to expand services to provide market-based techniques based on staff, board, and customer
feedback. As such, the program is also evaluated based on an adapted product-market fit approach as
demonstrated in Parkinson et al. by considering how services are promoted (2012).
The MilkWorks strategic planning process facilitated by the University of Nebraska Medical
Center (UNMC) Office of Public Health Practice (OPHP) aligned with the four-step new product
development process outlined by Andreasen & Kotler (2008), which was also used by Parkinson et al.
(2012). The first step, idea generation and screening, was completed through the data collection, and the
second step, concept development, was utilized during the strategic planning sessions. Concept testing,
the third step, was part of the strategic planning sessions with additional input provided by consumers
during portions of the focus group facilitation. Finally, the fourth step, product launch for the new
organizational strategic plan, was the ultimate goal of the OPHP-supported strategic planning sessions
(Andreasen & Kotler, 2008). As such, a review of the new strategic plan development process and the
extent to which a market fit approach is utilized will demonstrate valuable data for determining whether
MilkWorks is achieving its full potential for improving breastfeeding incidence and utilization in its
targeted communities.
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Chapter Three: Methods
The UNMC OPHP was contracted by MilkWorks in 2020 following the appointment of a new
Executive Director to facilitate a strategic planning process to review and develop the organization’s
mission statement, short-term and long-term goals, and opportunities for expansion. The investigators for
the data collection process included two UNMC strategic planning facilitators Kathleen Brandert, MPH,
CHES, and Colleen Svoboda, MPH, and Katelyn Goodroe as a Student Project Worker.

Evaluation Methods
A mixed-methods approach was used to collect feedback and marketing input from MilkWorks
board members, executive leadership, breastfeeding support staff, partners, and customers. Three different
surveys administered to the different groups were used to collect quantitative and quantitative data.
Quantitative data were used to assess the internal and external perceived organizational culture.
Qualitative data from the three surveys were supplemented by additional input from consumer focus
groups to identify growth areas and inspirations for future development of MilkWorks/the organization.
Internal perceptions were those collected from the staff and board members, while external perceptions
were derived from the data provided by partners and customers. Participants were informed that their
results would remain confidential. The MilkWorks board members, leadership, staff, and partners did not
receive the access needed to potentially investigate the source of any responses.

Standards and Criteria
In accordance with the standards published by the Joint Committee on Standards for Education
Evaluation, the following groups of standards were targeted: utility, feasibility, propriety, and accuracy.
Utility and feasibility were highlighted early in the investigation process as the Strategic Design Team
expressed interest in determining what existing services were the most likely to improve community
health outcomes and customer satisfaction while also ensuring that the evaluation did not overstep by
imposing bulky, time-consuming instruments of data collection. Staff completed surveys during work
hours, so surveys were designed to be effective to protect their availability for assisting clients. Due to the
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nature of preliminary staff feedback propriety also proved to be an important priority since some findings
revealed sensitive data regarding workplace communication and staff satisfaction. While the investigators
understood the benefits of capturing a high standard of accuracy from the data and reporting the results it
rendered, steps were taken to protect workplace morale and job security by limiting access to the raw
data.
Utility was achieved through consideration of the organization’s needs and intentions throughout
the strategic planning data collection process. Stakeholders were identified, and the process remained
transparent to ensure that the intent for the process as defined by organizational leaders was achieved.
Additionally, open communication was maintained and the results were reported in a way that prevented
unintentional damage. Feasibility was upheld by ensuring data collection methods respected the time
invested by consumers, partners, board members, and staff as they participated in surveys or focus
groups. Methods used in data analysis were reviewed and edited by all three investigating members.
Furthermore, inclusivity and a respectful culture were groomed to maintain propriety standards
while balancing proper information management and reporting practices for the sake of accuracy. Finally,
evaluation accountability was achieved by investigating accepted standards for analysis of the type of data
collected then implementing them. As a sponsor of the program evaluation, MilkWorks Strategic Design
Team members had additional roles to play in the interpretation of the data and application of results
throughout the strategic planning process (Yarbrough et al., 2010).

Data Sources and Measurement
The surveys were developed by Kathleen Brandert, MPH, CHES, and Colleen Svoboda, MPH at
the UNMC OPHP in collaboration with the MilkWorks Strategic Planning Team to investigate the
following topics: organizational mission, culture, internal communications and relationships, client
satisfaction, service delivery, and future vision for MilkWorks.
Likert scale questions were used to determine the level of agreement with a statement and the
perceived level of improvement needed on communication and/or relationships.. A four-point scale was
implemented instead of a five-point scale because the Executive Director and Strategic Design Team
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requested a design that required staff, board members, and partners to indicate their opinion clearly as
stakeholders in the future of MilkWorks. Responses were analyzed using a stacked bar graph to
demonstrate the varying levels of agreement. To provide a foundation for potentially narrowing the focus
of MilkWorks services in the future, an adapted Eisenhower matrix was constructed based on perceived
impact and utilization levels of 17 individual services as a portion of the survey. An example set of
questions is displayed in Figure 3. While a typical application of an Eisenhower matrix is prioritizing
tasks based on importance and urgency. The use of impact and utilization here instead of importance and
urgency to evaluate services was deemed more beneficial for a strategic planning session while still
creating a beneficial matrix of results in which services are categorized visually. Surveys were designed
and implemented through RedCap with the final drafts approved by MilkWorks organizational leaders
along with an endorsement from the Executive Director. The open-ended responses were thematically
coded and then aligned under emerging themes using an inductive process by Katelyn Goodroe, then all
three investigators collaborated to edit and establish final themes with access to the raw data that was
collected and organized by Katelyn Goodroe.

Figure 3: Example impact questions from the staff survey for an Eisenhower Matrix.
The staff members (n=30) survey included 75 total questions in the following format: 26 Likert
scale, 11 open-ended, 34 Eisenhower matrix (impact vs. utilization ratings), two multi-response, and two
demographic. A 100 percent response rate was observed.. Staff were financially compensated according
to their pay schedule for the time they spent completing their responses.
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The board members (14) were given survey included 67 total questions in the following format:
16 Likert scale, 15 open-ended, 34 Eisenhower matrix (impact vs. utilization ratings), one multi-response,
and one demographic. A 100 percent response rate was observed. The board survey varied from the staff
survey in the following ways:
•

Four Likert scale questions regarding relationship and communication with supervisors
and clients were removed due to irrelevancy to board activities.

•

Eight Likert scale questions regarding workplace culture were removed due to board
members not actively participating in the workplace.

•

Two Likert scale questions were added to assess current staffing adequacy.

•

One open-ended question was removed due to irrelevancy since it further investigated the
workplace environment as perceived by the staff.

•

Five open-ended questions were added to identify competing organizations, strategic
planning expectations, and existing business challenges from the board perspective.

The Eisenhower matrix questions were visually represented on a graph with impact ratings on the
x-axis, ranked from low impact to high impact. Utilization ratings were distributed across the y-axis. In
this way, each service evaluated by staff and board members received an x-value and y-value through a
calculation of mean absolute difference after high ratings were marked positive and low ratings marked
negative.
The organizational partners (n=25) were surveyed through 27 total questions in the following
format: 13 Likert scale, seven open-ended, three multiple-choice, and four demographic. Organizational
partners were identified by the MilkWorks Executive Directors as organizations with existing
Memoranda of Understanding with MilkWorks or those performing regular activities that align with or
support the MilkWorks mission in Lincoln, Omaha, and York, Nebraska. Six responses to the voluntary
survey were received with a 24 percent response rate. No compensation or reward was offered for survey
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completion, and there was no way to identify which of the 25 partner organizations that were invited to
participate did complete the survey.
The partners survey was different than both the board and staff surveys because partners would
not have the same level of knowledge about the inner workings of MilkWorks as an organization, and
the survey was designed to identify the organization’s reputation in the community from an impartial
perspective. Fewer questions were used to encourage survey completion by requiring a limited amount
of time from partners that have less stake in MilkWorks’s strategic planning initiatives when compared
to staff and board members. The only similarities remained in the questions regarding services rendered
and competing organizations.
For the focus groups, MilkWorks distributed information to existing clients on how to sign up by
taking a voluntary survey. 44 consumers of MilkWorks services completed the survey after seeing the
survey information at MilkWorks locations. Each participant who participated in the focus groups
received a compensation of a 50 dollar online retailer gift card. Of the 44 consumers who offered their
time, 18 women were chosen by the MilkWorks Strategic Design Team and then divided between the two
focus group sessions. Only nine consumer slots were offered for each focus group to allow all mothers an
opportunity to provide responses within the 60-minute session.
Ultimately, there were eight participants for the 16th of January 2021 focus group and seven
participants for the 21st of January 2021 focus group. Both sessions were conducted remotely through a
video teleconference platform. Five questions were asked, and the verbal responses were transcribed by a
third-party source. Because the platform also offered a chat function, the participants also provided
written responses that were combined with the transcribed responses for equal consideration during
analysis. All three evaluators were in attendance, with Kathleen Brandert also serving as the focus group
facilitator.
The analyzed data from the surveys and focus group interviews were presented at the first
MilkWorks strategic planning session on January 29th, 2021 and discussed further during the second
strategic planning session on February 2nd, 2021. Members of the MilkWorks Strategic Design Team
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were given access to the analyzed data in between the sessions so they could have more time to review
the results.
Results from the Strategic Design Team during the February 2nd, 2021 session revealed goals for
the next three to five years of organizational development. For the fourth outcome of applying the
Andreason & Kotler four-step product development model in Figure 1 (2008), the six service expansions
established by the Strategic Design team were analyzed individually to show how the model could be
adopted to increase reach and access to services.

Application to Outcomes
A summary of outcomes is as follows: an evaluation of adherence to the mission statement,
identification of growth opportunities within the scope of the mission using internal feedback and
principles of organizational culture, a systems-based approach to understanding MilkWorks’s input,
conversion, and output, and an analysis of how the Andreason & Kotler (2008) four-step product
development model could be adopted to improve access and reach in the communities served.
For the first outcome, the staff and board survey Likert scale and open-ended questions provided
data as to whether MilkWorks was perceived to adhere to its mission statement. Likert scale, open-ended,
and Eisenhower matrix question responses from staff and board surveys were applied to the second
outcome of identifying growth opportunities through the application of organizational culture principles.
Data collected during the survey design process and a review of services through the MilkWorks site were
utilized for the third outcome of building an input, conversion, and output model. Finally, the fourth
outcome methods included collecting the ideas generated from the strategic planning process and
demonstrating how each can be applied to develop new outputs for MilkWorks.
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Chapter Four: Results
The staff and board members responses demonstrated similar opinions regarding adherence to the
MilkWorks mission statement of “creating a healthier community by helping mothers breastfeed their
babies” (MilkWorks, 2021). Of the 44 individuals surveyed (Figure 4), 93.2 percent agreed or strongly
agreed that the mission is the right fit for the organization. Additionally, 95.5 percent agreed or strongly
agreed that the mission is realistic in light of its resources, 97.7 percent agreed or strongly agreed that the
services are consistent with the mission, and 95.5 percent agreed or strongly agreed that MilkWorks has
the capacity to meet its mission.

50
40
30
20
10
0

The MilkWorks mission is the
The MilkWorks mission is
Our services are consistent with MilkWorks has the capacity to
right fit for this organization. realistic in light of its resources.
our mission.
meet the mission.
Strongly Disagree

Disagree

Agree

Strongly Agree

Figure 4: Mission evaluation by board and staff members.
Open-ended responses to the question “What words or phrases would be important to include in
an updates MilkWorks mission and/or vision statement?” resulted in recommendations with the following
themes (Appendix E):
•

Inclusion of all families

•

Emphasis on “breastfeeding” and/or

empowerment, support, and/or

“lactation” as the focus

trustworthiness

•

Promotion of diversity and/or equity

•

Additional of adjectives promoting

Qualitative data from the second mission statement-related question, “What else would you like us to
know about the current MilkWorks mission?”, (Appendix E) generated the following themes:
•

No additions are needed due to

•

satisfaction with the mission
•

Wording should be more inclusive

efforts
•

beyond "mothers"
•

Wording should be more inclusive of

More work is needed to ensure actions

•

More outreach is needed to improve
diversity and access to services

•

Mission demonstrates adaptability to
community needs

•

reflect the mission
•

MilkWorks has the potential to outgrow
the mission

services beyond breastfeeding
•

Wording should reflect current outreach

MilkWorks is one-of-a-kind due to the
passion shared by stakeholders

•

Updates to include the Lincoln office
are needed

More resources are needed to adequately
support the mission
Because the mission statement broadly covers the supply of breastfeeding support to communities

served, data were also collected to determine who staff and board members believe MilkWorks fails to
reach (Figure 5).
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Who does MilkWorks fail to reach?
Minorities
Low-income families
Families experiencing language barriers
Rural families
Unsure
Families experiencing transportation barriers
North Lincoln families
Fathers
Referral and political support resources
East Omaha families
Grandparents
Individuals purchasing baby gifts
LGBTQ+ families
Families without insurance that covers lactation services
0

2

4

6

8

10

12

14

16

18

Figure 5: Open-ended response themes regarding reach.
The six partner organizations that provided feedback also weighed in on the role MilkWorks
plays in the community through its mission. When asked whether there are needs in the community
surrounding infant feeding that are currently unmet, four respondents indicated further development in
cultural competency and affordability of services is needed.
Internally, most board members felt that relationship and communication with the organizational
leadership were strong, but more work needed to be done on connecting with the staff as well as other
board members (Appendix F). Seventy-one percent of board members provided feedback on why they
indicated moderate or extensive improvement was needed in either area. Their reasons are as follows:
•

Lack of board interactions with staff

•

Potential for improved communication
overall

•

Potential for improved relations overall

•

Lack of onsite interactions due to
COVID-19 restrictions

•

Perceived Lincoln vs. Omaha location
divide within the board
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Staff members indicated a greater level of improvement was needed in their responses (Appendix F).
Seventy-three percent of staff members provided reasons why moderate or extensive improvement was
required in either area. Their reasons are as follows:
•

Lack of interactions with board

•

Potential for improved communication
overall

•

Presence of negative behaviors in the
workplace

•

Lack of clear job descriptions or training

•

Potential for improved relations overall

•

Lack of perceived engagement by

•

Perceived favoritism from leadership

leadership

•

Perceived Lincoln vs. Omaha location

•

opportunities

divide from all stakeholders

Lack of trust experienced in staff
leadership

•

Lack of support for onsite members
during COVID-19

All 44 survey participants provided insight into how to resolve the perceived divide between the
Lincoln and Omaha locations (Figure 6).

What are your ideas on what it would take for the organization to
become one MilkWorks team?
More staff interactions and meetings
Team-building activities
Sharing staff across locations
Improved communication
Standardization of processes
Equal treatment from leadership
No perception of a divide
Resource sharing
Goal sharing
More cohesive decision-making
Increased trust in staff
Refer to the organization as one structure
Retreats
Rotating/Sharing leadership between locations
Strong director-level leadership
Job shadowing
Relationship building across roles
Idea sharing
Equitable staff structure
Employee appreciation

0

2

4

6

8

10

12

14

16

Figure 6: Summary of resolutions to unite the Lincoln and Omaha locations.
MilkWorks services were evaluated by staff and board members based on their impact and
utilization (Appendix G). The definition of impact was presented as having a strong positive effect on
someone or something. The definition of utilization was presented as the action of using something.
Figure 7 lists internal perspectives on what services should be eliminated with input that similarly reflect
the impact and utilization matrices results.
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Figure 7: Elimination reccomendations for existing services.
Services considered as organizational outputs are mapped in Figure 8 to further break down the
role and operations of MilkWorks in the community. As a complex, adaptive system, the organization has
the capability to incorporate environmental elements into the input stock or further develop conversion
processes to increase outputs. Additionally, MilkWorks can also refocus by removing inputs and outputs
as desired based upon Strategic Design Team results and decisions made by leadership over the next three
to five years.
Figure 9 summarizes the goals identified by the Strategic Design Team over the next three to five
years. When asked whether MilkWorks should maintain its existing services or expand the services
offered, five Strategic Design Team members leaned toward maintaining existing services, while 12
members leaned toward expansion. When selecting between a focused clinical service model and a model
that also includes advocacy, outreach, and training, all 16 respondents leaned toward the latter. For the
geographic service area, only one member leaned toward maintaining the current service area with 13
members choosing an expansion. Regarding revenue streams, five members leaned toward a conservative
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approach while 10 chose the option to expand the revenue streams. Finally, all 15 respondents selected
the option to broaden the client base instead of focusing on a targeted clientele.

Inputs
• Knowledge from occupational education
and certification programs
• Raw materials for the office and clinical
settings
• Donated items
• Human resources (Medical Director,
Executive Director, Administration,
Lactation Consultants, Breastfeeding
Educators, Board Members)
• Grant, donation, and investment-based
capital
• Existing customers

Environment

Conversion

• Occupational education and certification
program standards
• Competition from hospitals, pediatrician
offices, online retailers, independent
Lactation Consultants, online breastfeeding
education, breastfeeding advocacy groups,
other nonprofits, government organizations,
and other providers with lactation support
capabilities
• New mothers
• Referrals
• Government health regulations and
recommendations
• Medical standards of care
• Community leaders focused on improving
health outcomes
• Cultural trend of supporting holistic
maternal/paternal/infant health

• Individual skills and abilities
• Electronic health record system
• Appointment slots and group class
scheduling
• 24/7 communication capabilities
• Customer service-orientated business model
• Office and clinical space
• Virtual support platform
• Passion-driven mission to improve
community health

Outputs
• Breast pump retail
• Lactation-specific retail
• General retail
• Outreach pump services
• Community Breastfeeding Educators
• Lactation consultations
• Breastfeeding education triage
• Support groups
• Breastfeeding Information Center
• Free weight checks
• Breastfeeding demonstrations and pump
education
• Return to Work classes
• All About Breastfeeding classes
• Other Classes
• Worksite collaboration
• Milk Bank Partnership
• Backpack program

Figure 8: Input, Conversion, and Output Model.
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Staff development
• Improved benefits and development opportunities
• Continuing education
• Clear, structured organizational chart with specific duty descriptions
• Formalized performance reviews
• Increased board and staff interaction opportunities

Unification of stakeholders
• Focused, unified vision by committed board and staff members
• Increased diversity

Promotion of organizational recognition
• Status as a "household name" or leader in breastfeeding support
• Continuing education external to the organization
• Training for other health professionals
• On-the-job training for other Lactation Consultants as a professional development program
• Partnerships with physician residents

Collaboration in partnerships
• Multilevel collaborations to reach new demographics
• Increased satellite locations or pop-up clinics and educational programming
• Networking with hospital Lactation Consultants to improve teamwork for outpatient care
• Focused attention on developing partner collaborations
• Referral capabilities for postpartum mental health services
• Increased community engagement

Innovation in marketing and funding
• Marketing strategy with measurable returns on investment
• Expansion and diversification of grant opportunuties
• Consolidated branding

Realism in business planning
• Continuity in filling leadership positions
• Drive continuity in the long term
• Create a more centralized Lincoln location

Strategic expansion of services
• YouTube videos
• Prenatal meet and greets
• Automated emails providing educational materials
• Increase accessibility to more breastfeeding individuals
• More relevant clinic equipment and technology
• Onsite postpartum mental health services

Growth and maintenance of positive partner relationships
• Improve navigation of the political and competitive nature of the Lactation Consultant workforce
• Increased communication, handoffs, and clarification to cut out trust issues from hospitals and other providers

Figure 9: Strategic Design Team three to five year goals.
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Chapter Five: Discussion
The evaluation and strategic planning process focused on whether MilkWorks achieved its
desired status as a leader in breastfeeding education and promotion in the urban and rural communities it
serves. Additionally, the project investigated whether the organization should adjust its services offered
and/or expand its reach geographically with the establishment of new locations and/or through increased
accessibility at existing locations. Data were collected through a series of surveys, focus group sessions,
and consultant-guided Strategic Design Team meetings and resulted in the identification of four main
outcomes.

Outcome One
Internal sources from the staff and board indicated that they agreed with the MilkWorks mission
statement since it appropriately represents the organization with a realistic view of resource management
and service production. Over a third of respondents desired the mission be adjusted to improve
inclusivity. Recommendations to increase inclusivity primarily promoted wording that is non-binary,
accepting of non-traditional families, and welcoming to parents who either choose not to breastfeed or are
unable to do so. These recommendations were also introduced by consumers participating in both focus
group sessions, indicating that editing the mission to improve access to all community members should be
a priority for the organization.
The information identified significant internal concerns with MilkWorks failing to reach
minorities, low-income families, families that primarily speak a language other than English, and rural
families. However, the Strategic Design Team deployed increasing diversity both internal and external to
the organization as well as improving financial and cultural accessibility of services as major goals. Their
conclusions demonstrate an intention over the next three to five years to ensure the entire community is
reached in accordance with the mission statement.
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Outcome Two
Areas of organizational growth were identified by the Strategic Design Team when presented
with the data and included feedback surrounding limitations in transparency about organizational
direction across all levels, a lack of consistent cohesiveness between staff and leadership, non-competitive
staff benefits and limited career growth opportunities, unclear job descriptions and training processes, the
perception of favoritism within the staffing structure and across the different locations, and that leadership
did not seem in touch with the staffing and resource limitations they experience. All of these issues
identified by the staff, board, and focus group participants were addressed in the goals created by the
Strategic Design Team and discussed during the second strategic planning session.
Major strength areas that were identified within MilkWorks include the uniqueness of its mission,
the tendency of its mission to attract individuals that are passionate about supporting family and infant
health, a strong desire to intentionally develop staff career opportunities in the near future, and the ability
of its services to significantly improve individual infant and parent health in the short-term. The Strategic
Design Team displayed a sense of urgency regarding the improvement of relationships and
communication across the organization in a manner that generally indicated personal investment in the
wellbeing of all staff members. Overall, an increased focus on serving the entirety of communities
MilkWorks has access to and promoting positive organizational environments stand out as the two most
prominent opportunities for increasing organizational culture to ultimately fuel expansion and morale.

Outcome Three
Internal feedback demonstrated a desire to decrease services offered, primarily unspecified
classes, worksite collaboration programming, general retail, classes to assist with returning to the
workplace, and the Backpack program. However, over two thirds of Strategic Design Team members who
are all internal to the organization indicated a desire to increase services offered. The Strategic Design
Team perspective also indicated a slight desire to increase retail offerings for increased revenue while
staff members generally disliked assisting clients with retail since they felt that retail distracted them from
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the clients who needed their assistance more urgently with concerns related to breastfeeding
complications or infant nutrition.
The internal data did demonstrate a strong desire to add mental health services, or at least a
referral capability.The focus group participants also thoroughly discussed how much mental health
services could benefit MilkWorks customers. Specifically, concerns surrounding postpartum depression
and postpartum anxiety were discussed.
Additionally, almost all participating Strategic Design Team members leaned toward expanding
geographically, which includes increasing collaborations to reach new demographics, developing more
satellite programs or pop-up clinics/educational programs, and the production of more online materials
that could be accessed from any location. A dynamic treatment of Figure 16 would be a useful tool to
evaluate and visualize how these potential service and geographic expansions would alter the existing
structure of the organization. In this way, MilkWorks has a tool for breaking down the organizational
functions moving forward to ensure a balance is achieved as intentional actions are taken to meet the
three to five year goals.

Outcome Four
Parts of the Andreason and Kotler four-step product development model was implemented during
the strategic planning sessions in a multidirectional manner. The first step, Idea Screening, was a valuable
tool at the start of the process as leaders, the Strategic Design Team, and individual staff or board
members were interviewed to establish areas of concern and goals for the entire strategic planning
process. Eventually, the strongest ideas were incorporated into the second step of Concept Development,
where surveys and the focus group protocol were translated into actionable concepts. These concepts
reached step three, Concept Testing, when the tools were presented to test audience members from
leadership and the Strategic Design Team. Finally, the tools were implemented to initiate the strategic
planning process through data collection in the fourth and final step, Product Launch(Andreason &
Kotler, 2008). In this case, the product launched was the list of established investigation topics that
became the basis on which the survey and focus group questions were designed: organizational mission
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and culture, internal communication and relationships, client satisfaction, service delivery, and future
vision for MilkWorks.
Similarly, the data collection process initiated a smaller-scale use of the model in which data
collected were part of Idea Screening and then Concept Development when the investigators organized
and analyzed the results. Concept Testing was used to integrate the data with critical themes that would be
brought up during the sessions, then finally the Product Launch occurred during the sessions where
members were able to follow up on data results and initiate a new instance of the four-step model. This
model iteration’s Idea Screening, or first step, started when the session participants started brainstorming
on how to address the implications they drew from the data results.
When practiced conceptually, this model is a strong tool for launching new products, services,
and geographic locations as modeled by Parkinson et al. (2012) when a governmental organization in
Australia practiced the product development as a tool for improving the breastfeeding loyalty to promote
both maternal and infant health. In a similar way, MilkWorks could assign special projects to interested
stakeholders with matching skills to tackle the goals from Figure 9 over time based on an established
priority. The topics could stay broad and address one of the eight themes or be specific and target
individual actions like consolidating branding or establishing prenatal meet and greets.

Recommendations
While the strategic planning process led to actionable developmental processes, the eight themes
and their associated goals are highly ambitious for a five-year maximum timeline. Many staff members
established their perception that MilkWorks does not have enough resources to effectively carry out its
existing service offerings, and some focus group members shared frustrations when staff appeared to be
too busy or rushed to meet their expectations.
Further strategic planning beyond the second session is necessary to prioritize goals. Also, there
will be a heavy administrative burden to assign individuals to following through on expanded services
and event planning activities associated with building partnerships/increasing organizational reach. If
goals are not streamlined or given an extended period for completion, like 10 years, then an early
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diversification of grant applications and pushes for retail or donor outreach expansion could provide
capital for increasing the staffing structure.

Resource Implications
Strategic planning and goal development should be viewed as a continuous process where
standardized feedback systems are put into place to regularly evaluate progress made. Return on
investment plans and special project teams are potential sources to assist with the prioritization of goals.
When reflecting upon the immediate results of the program evaluation, it is clear that MilkWorks
stakeholders have a passion for both improving community health outcomes and increasing knowledge
surrounding breastfeeding and infant development. This shared and tenacious trait ensures that the
organization will be able to continue growing as desired in a manner that positively benefits Nebraskans
within the next decade.

Dissemination Plan
The findings of the strategic planning process were presented to the Strategic Design Team, and
results were ultimately disseminated to all board and staff members as part of the effort to increase
transparency within the organization.

Strengths and Limitations
The development of data collection methods was based on goals established by leaders in the
organization, and this project was based out of a contracted service provided by the UNMC OPHP to
MilkWorks. As such, the project was limited to the expectations and needs that the organization selfidentified instead of an external, third-party examination. This limitation may have caused bias in the
design of the surveys and also led survey findings to be filtered so that sensitive data was only provided
directly as feedback to the members of leadership who were specifically called out. Focus group members
were selected randomly and based off of availability, so there was no bias toward selecting members.
However, there may be an issue of representation from partners since the list of surveyed organizations
was provided by the Executive Director.
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One strength of the study evaluation was its ability to capture staff feedback and provide
MilkWorks with actionable recommendations to improve its organizational culture. The data presented
had never previously been collected, so the organization received valuable insight to help its strategic
planning process after over 20 years of providing breastfeeding services to Nebraska. Another strength
was the follow-through in that the project collected feedback while also creating a platform for designated
personnel to establish intentional and time-based goals for organizational growth.
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APPENDIX A: APPLICATION OF PUBLIC HEALTH COMPETENCIES
MPHF8: Apply awareness of cultural values and practices to the design or implementation of public
health policies or programs.
HSRAMPH1: Demonstrate the skills to analyze and resolve organizational issues through a
multidisciplinary systems-based approach.
HSRAMPH3: Apply relevant theories and identify principles, best practices, and challenges of human
resources management in health care organizations.
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APPENDIX B: NOTE ON COLLECTION OF DATA FROM HUMAN SUBJECTS
As a program assessment, no IRB approval is needed as data collected includes input from staff,
board members, partners, and consumers regarding the MilkWorks organization to inform program
evaluation and developmental opportunities.
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APPENDIX C: SURVEY MATERIALS
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APPENDIX D: FOCUS GROUP PROTOCOL
Overview
Two individual focus groups will be conducted. Each session will include the same rules and scripted
questions and will last up to fifty minutes. Between five and ten participants will be included, and
participants will be clients from within the last eighteen to twenty-four months. Participants will be
diverse, representative of multiple ages, family structures, races, ethnicities, and geographies (based on
zip code). Participants will be recruited through social media, an email list of current families, mother
groups, and personal recommendations.
Focus groups will be conducted via a third-party communications platform to protect the clients from
COVID-19 exposure. Participants will be encouraged to find a quiet, comfortable space where they feel
able to participate without distractions.
The intent of the focus group sessions is to understand how well MilkWorks is meeting the needs of
today. Questions will focus on capturing what MilkWorks does well, how MilkWorks compares to where
it used to be, what breastfeeding moms need, what breastfeeding moms desire, and the role of technology
in the services that MilkWorks offers.
Confidentiality will be preserved because only the investigators will know both the names of participants
and the content of their discussion input. Because of the nature of the content and implications for
organizational growth and development, subjects may be identified by demographic in the case that a
trend is observed in specific needs for the described demographic. Recordings will be accessible to the
College of Public Health team, but not the organization leadership or staff. Subjects will be reminded to
use first names during the discussion and to keep the discussion content confidential after the conclusion
of the focus group.
Informed consent forms will be offered to participants for completion prior to the focus group meeting
time. Completed forms must be turned in before the focus group remains. If necessary, phone call
reminders will be given to those who fail to turn in the paperwork 48 hours before the focus group
meeting time. Follow-up calls will be conducted twice daily over the next two days until the paperwork is
turned in.
1) Consent form will cover informational risk, which describes a breach of confidentiality of loss of
privacy through accidental disclosure of research information that allows for subject
identification outside of the study.
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2) This study induces minimal risk, and subjects will be given an informed consent letter for all
participants that includes:
a. A brief summary of the purpose and procedures of the study.
b. An explanation of risks associated with the study.
c. An option to withdraw and a reminder that participation is voluntary.
d. A description of measures to maintain confidentiality.
e. Appropriate contact information in case further questions remain regarding the study.
After the focus groups are completed, the qualitative data will be analyzed through inductive coding
between four separate individuals to develop concepts and themes through a combined interpretation of
the data. Then, the identified concepts and themes will be included in the overall strategic planning report
to provide insight into the future structure and vision of MilkWorks.

Focus Group Selection
A sign-up form will be made available for potential participants. Contact information and two to five
questions will be included in the sign-up form to provide the investigators the information they need to
determine whether there will be multiple breastfeeding groups or if there is a need to include a nonbreastfeeding group to gather the most potent customer data for MilkWorks. Offering an incentive for
volunteering to participate, like a discount at the retail store, increases both the size and scope of the
participant group. Additionally, a second incentive for being selected will increase enthusiasm for taking
part in the focus group.
Once the focus group members are selected, they will receive systematic notification to learn more about
the focus group session they have been selected to participate in.
Systematic Notification
1) Meeting times will be established for focus groups.
2) Potential participants will be contacted by phone and by email to receive their invitation.
3) Ten to twenty participants will be selected and split into two separate focus group sessions.
4) Participants will be notified of their focus group time once sessions are scheduled. Notifications
will include informed consent form, which will be due before the focus group begins.
5) Phone and email contact will be provided 48 hours before the focus group to confirm
appointment times and remind members to complete informed consent forms. Participants will be
asked if they have any questions on how to access the focus group.
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Facilitator Skills
●

Adequate knowledge of the topic.

●

A female that the participants are likely to feel comfortable talking about breastfeeding with.

●

Capable of purposeful small talk to create a warm and friendly environment.

●

Use of five-second pauses followed by probes as follows:

●

o

“Would you explain further?”

o

“Would you give an example?”

o

“I don’t understand. Would you please elaborate?”

Controlled reactions to participants to avoid statements of approval or disapproval, whether
verbal or non-verbal.

●

Subtle group control and experience managing individuals that dominate or shy away from group
discussion.

Assistant Facilitator Skills
●

Assistance with communications technology.

●

Arrangement of focus group appointments with communications technology.

●

Notetaking throughout the discussion.
o

Look for notable quotes and capture portions to help in identification of the quote later
when listening to the recorded discussion.

o

Note key points and themes to share at the end of the focus groups to secure participant
confirmation that the intended point was captured.

o

Note big ideas or insights that come to mind during the discussion.

o

Annotate non-verbal activity like head nods, physical excitement, eye contact between
participants, or other signs of agreement, support, dismay, or interest.

●

Operation of recording technology.

●

No discussion participation, but will ask questions when invited to do so.

●

Completion of an oral summary at the end of the discussion.

●

Facilitator debrief.

●

Feedback on analysis and reports.

Focus Group Procedures
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A. Four-Step Introduction
1) Facilitator welcomes and thanks everyone for volunteering to participate.
2) Facilitator introduces self and assistant facilitator.
3) Facilitator thanks participants for completing their informed consent forms.
4) Facilitator reviews purpose of focus group and guidelines. Facilitator explains that participants
were selected because of their potential to offer important insight into how MilkWorks can best
support the community. Guidelines are as follows:
a. There are no right or wrong answers, only different points of view. You do not have to
agree with everyone else, but please listen respectfully while others share their
perspective.
b. Because this conversation is being recorded, please speak one at a time. Also, please
mute your microphone while you are not speaking.
c. We are on a first name basis.
d. If you must leave the discussion temporarily to attend to an urgent matter, please step
away as quietly as possible and rejoin us as soon as you can.
e. My role as a moderator is to guide the discussion, so please feel free to talk to each other
and discuss the questions as a group if you feel inclined to do so. All feedback is helpful
in supporting our goal of capturing your thoughts and experiences with MilkWorks.
f.

If you have something you would like to share even though we run out of time for a
question, please share your thoughts in the chat box at any time, regardless of how long
ago the question was asked. All comments made in the chat box will receive the same
level of consideration as the verbal responses.

B. Icebreaker Exercise
1) The facilitator will ask the participants to participate in an icebreaker exercise.
a. Think back to your baby or babies that received breastmilk. Take yourself back to the
head space you were in at the time and the support you leaned on the most to help you
through the experience of providingbreastmilk. Think about the most stressful memories
and the most joyful memories. Take one minute to remember that space in your life and
jot down any notes that come to mind, if any.
C. Content Questions
a. What words or phrases are coming to mind about those moments?
2) What led you to seek support from MilkWorks?
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3) For this next question, we would like you to enter each of the ideas that pop into your head into
the chat. What is something awesome that the MilkWorks team did for you?
a. Take 30 seconds or so to think it over and collect your thoughts. Then, another minute
will be allotted to allow you time to enter your responses into the chat box.
4) Thank you for sharing. We will use the same protocol for this next question as well. What service
or experience at MilkWorks did not work for you?
a. Take another 30 seconds to gather your thoughts or jot any notes if needed. Then, another
minute will be allotted for entering responses into the chat.
5) Now that we have captured your experience with MilkWorks and breastfeeding your baby, what
more could MilkWorks offer you?
a. Take a minute to brainstorm and think of what needs you wish could have been met with
your last baby. Or, think of an ideal experience for your next baby or for the baby of a
friend.
b. Feel free to share what you wish yourself or your friend could have experienced in a
perfect MilkWorks experience. Please speak your thoughts when you’re ready to share.
c. Thank you for sharing. If you have any more ideas, still feel free to type out your
responses in the chat box as we move on to the next question.
6) Think back to when you were actively engaged with MilkWorks services if you are not currently
working with their team. If you used online services with MilkWorks, what led you to choose the
online platform over an in-person visit?
a. If not, did you decide to use online services from another source or company to meet
your needs? If so, why?
b. We need to move on to the next question, but definitely share any further comments you
have regarding online services in the chat box.
7) Finally, thank you all for participating and being so open with us. Our last question is as follows:
What did you need to make your entire experience as a new parent feeding your baby feel more
positive and secure?
a. If more time is available after the participants are finished speaking, then the following
question will be asked:
What did your family need to feel more positive and secure during the breastfeeding
experience? Take this opportunity to discuss what your partner or children may have
needed support with.
D. Three-Step Conclusion
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1) Summarize with confirmation and offer assistant facilitator time to also provide a summary.
2) Review purpose and ask if anything has been missed.
3) Thank participants and dismiss.
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APPENDIX E: OPEN-ENDED MISSION FEEDBACK
What words or phrases would be important to include in an updates
MilkWorks mission and/or vision statement?
No additions needed or unsure
Inclusion of all families
Emphasis on “breastfeeding” and/or “lactation” as the focus
Promotion of diversity and/or equity
Addition of adjectives promoting empowerment, support,
and/or trustworthiness
Additional description of services provided beyond
breastfeeding support
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Figure 10: Suggested words or phrases for an updated MilkWorks mission statement.

What else would you like us to know about the current MilkWorks
mission?
No additions are needed due to satisfaction with the mission
Wording should be more inclusive beyond "mothers"
Wording should be more inclusive of services beyond…
More work is needed to ensure actions reflect the mission
More outreach is needed to improve diversity and access to…
More resources are needed to adequately support the mission
Nothing
Wording should reflect current outreach efforts
MilkWorks has potential to outgrow the mission
Mission demonstrates adaptability to community needs
MilkWorks is one-of-a-kind due the passion shared by…
Updates to include the Lincoln office are needed
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Figure 11: Additional comments regarding MilkWorks mission.
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APPENDIX F: PERCEPTION OF RELATIONSHIP AND COMMUNICATION
16
14
12
10
8
6
4
2
0

Relationship between Board and staff

No Improvement

Relationship among Board Members

Minor

Moderate

Extensive

Figure 12: Board perception of relationship improvement needs.
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Figure 13: Board perception of communication improvement needs.
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Figure 14: Staff perception of relationship improvement needs.

35
30
25
20
15
10
5
0

Communication between staff Communication between staff Communication among staff Communication between staff
and Board
and direct supervisors
(peers)
and clients
No Improvement

Minor Improvement

Moderate Improvement

Figure 15: Staff perception of communication improvement needs.
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APPENDIX G: IMPACT AND UTILIZATION OF MILKWORKS SERVICES

Figure 16: Impact and Utilization Eisenhower Matrix based on board and staff feedback.
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